February of 2004

Category | Dateof | _Nature of Complaint __Date of Resolution
Complaint Resolution
Other Tech. 2/12/04 Caller profile not working. 2/16/04 Customer had a block on her line with the phone company
o that prevented it from being profiled. Block removed by
phone company and profile updated.
Informed caller that the call must originate or terminate in
2/12/04 Caller was using a Wisconsin cellphone in MA. He/she 2/12/04 MA to use MassRelay. Suggested dialing the 800 number
was unable to place calls through MassRelay. for Wisconsin Relay.
Customer has RCN as local carrier and calls alls to 7-1-1
2/26/04 Caller profile not working. 3/4/04 are routed to one number. Suggested dialing 800 for Relay
so profile will work.
March of 2004
Category Date of Nature of Complaint Date of Resolution
Complaint Resolution
Typing Speed 3/29/04 OPR slow typing. 3/29/04 OPR required to attend remedial typing.
Accuracy
Agent was 3/05/04 OPR rude. 3/05/04 OPR coached on professionalism.
Rude
3/19/04 OPR rude. 3/19/04 OPR coached on professionalism
Garble Msg 3/22/04 Caller complained about receiving garble from OPR and 3/22/04 OPR coached on correct polices and procedures.
then being disconnected on because OPR could not read
him/her.
April of 2004
Category Date of Nature of Complaint Date of Resolution
3 Complaint Resolution
Agent was 4/02/04 OPR rude. 4/02/04 OPR coached on professionalism.
Rude-
s 4/15/04 OPR rude and unprofessional. 4/15/04 OPR coached on professionalism
__ | Database Not 4/17/04 Customer profile not working. 4/20/04 Updated caller profile.
A »le\,wmﬂ‘v
OtherTech. 4/20/04 VCO user complained that people could not hear her. 4/20/04 Test calls were made to check VCO. VCO was working,
C 4/19/04 Customer billed by wrong long distance carrier. 5/3/04 Customer reimbursed for charges.

o@maﬂ Choice
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- Mayof 2004

Category Date of Nature of Complaint Date of Resolution

) ‘ Complaint Resolution

Didn’t Folow 05/03/04 OPR did not follow caller profile. 5/03/04 No OPR number given. Unable to follow up with OPR.

Database Inst. Reminder in weekly memo to all OPRS to follow caller
profiles.

Line 5/10/04 OPR disconnected on caller. 5/10/04 Technical error on console.

Disconxxected ]

5/28/04 Caller lost connection with OPR and called party on long 5/28/04 Console froze and OPR was unable to type to either party.
distance call. Caller does not want to pay for charges. Console Rebooted. Suggested mailing complete copy of

bill to Customer Service for a credit. )

Garble Msg 5/01/04 Caller complained about receiving garble. 5/01/04 Suggested typing ABC123 to reduce garble.
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Wanted relay to place English to Spanish calls.

Explained that relay can only process English to English or Spanish
to Spanish calls. )

Operator hung up on me. This keeps happening, but | don't have 06/07/05
the other operators’ numbers. Sprint needs to know about this.

Thanked customer and apologized. No follow up.

Thanked customer and apologlzed. No follow up.

[o6rior05

The gentleman from the hospital, who | spoke to a Tittle witle ago,
was calling to complaln that the opr gave the nurse a hard time
about placing a long distance call. The nurse provided the opr with
their LD company and the opr told her it was not on the fist of
cholces so she could not make the call. The nurse informed the opr|
that someone at the hospital had just spoken to a CS rep and was
told how to go about placing a long distance call and was told there
would be no problem. The opr finally placed the call after hearing
that.

06/09/05 II apologized for the inconvenience and told him the opr would be

spoken to and coached on proper procedure.

Becky from Sprint Relay CS called with customer complaint.

According to customer the opr relayed an answering message then

"suddenly some strange message by putting 603 in front." The

customer wanted to know if it was a mistake and meant to say 703
instead of 603. Instead of answering the opr disconnected. The

Icustomer believes it was an innocent disconnect but wants follow
up via email with opr's answer if it was mistaken relayed Info.

i AT i ———

Tying to call his mother who is a VCO user, and recently she's
been getting increasing amounts of garbled messages (numbers
and symbols). Wanted to know what he should do?

§06/13105

Called in to place a call to Comcast but when he reached the
Operator he informed her he wanted a live person in CS the opr
informed him there was no CS or live person. Stated the Operator
was rude. Provided her with the humber 2 times. Believes the opr
did not call the number felt she was rude. Hung up with opr 2621F
and called back into Relay reached a different opr gave her the
samesinformation and the call was placed with no pims.

e ——— S ———————
Caller was unable to connect to Relay between 6:00am and
9:20am. Wanted to know if there were any problems. Tried again at
9:46am and was abfe to connect.

h 06/16/05

Was told by.operator that Relay "did not do 900 number calis”
wanted to know how to call to a 900 number. Wanted to know if
there was an "extra charge" if he dialed in through that number.

06/20/05

[os720/05

06/22/05

fv————

Caller placed a call thru relay to Toronto and asked the opr to use
Verizon for LD. The caller got the phone bill and the cali was billed
to AT&T. He would like to know if he can get a refund since the opr
did not place the call thru the carvier he had asked for.

06/20/05

The caller's co-worker is a TI-'Y user who was trying to place a D |
call using AT&T thiru relay. A recording came on saying the call
could not be completed. They have not had this problem in the past.

06/22/05

e S ————
06/10/05 IRox sant email asking for more info on 6/7/05. No response as of

6/10/05. Will open new contact ifiwhen response is received.

Suggested for his mother to fry to hit the space bar a couple of
times before typing or try typing abc 123 abc 123 a few times to.
see if that would help. Asked if there were any background noises,
Also recommended calling the TTY's manufacturer or VCCD. !

Apologzed to the customer for the plms he experienced with the
opr. Informed him the opr would be spoken to. Spoke with Roxanne
who spoke with the opr and the opr was coached on
professionalism and the correct policies and procedures were
reviewed with the operator.

Informed the caller that no problems were reported and that if she
continues to experience problems linking up to Relay fo call MEDP.

Provided caller with the 800 access number to relay and informed
the caller there is a charge when connecting to the 900 number
what ever there charges are per minute they would have to ask the
company.

| explained that | am not authorized to give refunds, however if he
would like to mail us a copy of the bill with the disputed charges
highlighted then | will be happy to pass the info along to the person
in charge of this. He indicated that he will be malfing this to us this
week.

| suggested they try placing the call again and if they get the same
recording they should contact AT&T customer service to inquire
about the recording. .




[o6r22705 The callers mother is a VCO user. Just about every call she makes'

she gets a lot of garble (all numbers and symbols, no letters).
Sometimes it gets better when the oprs tum off turbocode. His
mother uses a cordless phone and he's wondering if that would be
a reason for the garble. He also said that "relay is a godsend"; thiey
really appreciate the service, especially the VCO feature.

l06/24105 IHaving trouble with people hearing her over the last 2 weeks
majority of the times. Asks the operators if they can hear her before]

dialing out and they say they can. Is sure that it is not her TTY.

Ty T
06/24/05

06/22/05

Explained that background noise can cause garble. Suggested that
he check the TTY to see if he can fum the turbocoda off on his end.
Told him | wasn't sure about the cordless phone but | would have
someone call him back. 6/22/05 1pm - Called customer and told,
fiim | don't have any info on cordless phones and whether or not:
they can cause garble. Offered to provide numbers for MEDP and
Ultratec but he said he would try disabling the turbocode on his end
and make sure his mother tums the volume down on her TV first. If
that doesn't work he'll give us a call back.

[o7iot05

E‘-a'lﬁng to find out why the Eelay number does not show up on the
caller id.

07/01/05

operator. The line was busy. Said by the way operators are doing a]

I07l04/05 ICustomer was frustrated because they could not get through to an
great job".

J07/57105 JLostveo branding.

r——

07/20/05

07/20/05 Caller had to dial relay several times before reaching an operator.
His calls went into queue and were disconnected.
§08/02/05 qCaller had to wait in queue before reaching an operator.

08/02/05

[oeratios JLostveo branding

WOSIMIOS

VCO user called in to say that she has noticed the changes with
Relay and said "They took a wonderful service with good operators
and good supervisors and made a mess of it”.

e caller complained that the opr did not type part of the
conversation back to them, but typed dots instead. | received
garbling from this caller and when | dsked them to clarify they said
they had no time and hung up. .

09/04/05

em—
07/04/05

will be put in queue for the next available operator to take your call
immediately. .
07/07/05 |Rebranded 7/7/05. ' !

———
08/31/06

Apologized for the inconvenience, Informed her | would pass this
information on and she would like a call back. Roxanne and Sprint
Tech spoke with her on 6/24/05 and asked her to call Supervisor if
problem happens again so the tech can check the computer.  *

i

Informed the caller that the software is not designed to show the
Relay number on their caller id. That the customer is in full oonlrol
of the call.

“
Apologized for the inconvenience. Explalned to customer that

sometimes MassRelay will have so many calls coming in that all-of
our Operators are busy handling the calls. When this happens you

The disconnects might have been due to loss of cell phone signal,
as the line got cut off while we were speaking about the issue. The
customer did not call back after we were disconnected, but a
supervisor did verify that relay lines had been busy, causing calls to
queue,

I verified with a supervisor that there were calls in queue;
apologized to the caller; and explained that the problem was due'to
heavy call volumes.

v —————————
Apologized; rebranded number for VCO.

09/12/05

[

The callers says that whenever he calls iato relay on his cell phone,
using either 711 or the 800 volce number, he gets TTY tones.

09/13/05

has caught operatars impersonating Supervisors before

l09/19/()5 rHaving problems with her TTY not connecting to the Eelay. 09/19/05
r————
09/19/05 - JComplaining that 2645F Is. lmpersonaung.a Supervisor. Says she 09/19/05

Apologized to the customer and informed them that their msg would

be refayed to the appropriate person, ;

The "dots™ that TTY user received could have been garbling or it
could have been the opr trying to clear the garbling they received.
Since the TTY user hung up when asked to clarify the problem they
could not be referred to MEDP or VCCD to have their TTY
checked.

| branded his number for voice and had our technician fook into this.
He could not duplicate the problem and said it could have
something to do with the cell phone company or the cell phone
itseff. He's not sure if the branding will take because it's a cell
phone. | called the customer back and explained this to him and he
said that that's fine - he'll just wait through the handshake procedurT

if he has to.

Explalried to the caller that 2645F was not impersonating a
Supervisor that she is a Supervisor. [ let her know | would file a
complaint that she was unhappy.




[ oe Voo baning
S
L

volce user had received his last message.

Caller had been disconnected from refay; wanted to know whelfil;?f-’ a

00/26/05 The caller says that the last two times they've dialed relay using

711 they have been unable to connect to relay.

10/19/05
all hours of the night.

10/13/05 IThe caller said that the OPR was rude when he was trying to call a
business and was rude about following instructions.

——————————————————mete————
The caller and two of her friends are getting harassing prank calls

Explamed that relay does not keep records of calls and lherefore
cannot not provide that information.

09/26/05 FProvided caller with 800 TTY number.

10/13/05

Apologized to the caller. The OPR was coached on proper
procedure and handling of calls.

Explained that per the FCC we are unable to block relay calls now.
Suggested she contact her local phone company.

frmts—

website feedback form)

by Sprint. She said she has.already contacted Verizon and Sprint
about the charge and she would like us to remind all trainee
operators to pay attention to callers' dialing instructions.

10/28/05 IThe caller uses Verizon for long distance calls but was billed $8.30

10/25/05 The caller says she gets gdarble on incoming calls only. She also 10/25/05
wanted to get an Ultratec manual. She praised OPRs' skills and
sald the "OPRs are wonderful.”

10/26/05  [Consumer reporied poor relay qualty. (Complaint received via 10/26105

————————————————————————evessteere]
Provided Ultratec's number so she can call them and request a
manual. Rox and Ray called her back and spoke with her about
possible solutions for the garbling.

Consumer does not wish to be contacted regarding this complaint.

10/28/05

Apologized and told her all OPRs will e reminded to follow callers’
Jinstruttions.

12/01/05 ‘FLOS( VGO branding.

10/31/05 VCO user informed AIC that the operator an her previous call had 10/31/05  JAIC apologized and offered to transfer to CS, but caller declined.
dialed an incorrect fong distance number.

11/08/05 The caller said that OPR 2600F was rude and took a long time to 11/08/05 [JApologized to caller. OPR coached on proper policy and procedure.
dial. He said when he gave her the number to dial she said he '
would have to wait and she would dial when she was ready and it
took five minutes for her fo dial. |

11/23/05 The caller wanted his number unblocked on this particular call, The | 11/23/05  [A trouble ficket was put in for this call. | spoke to our technician and
supervisor assisted the OPR with proper procedure, however the he said he was unable to duplicate the problem and it's possible
Caller ID did not transmit. The caller would Ilke a call back about there could be a problem with the software. He suggested that the
this problem. caller dial star 82 before dialing into relay. ! called the caller back

and {eft a message on his voice mail informing him that since the
computer was unable to unblfock his number he should dial star 82
before calling Into relay if we wants his number unblocked. The
Acct Mgr will be monitoring this complaint.

11/28/05 [ The caller has long-distance service through Verizon. For the past Checked her proﬁe and Verfiied that Verizon is fisted as her long
‘|two months she has received a cquple of of charges on her long distance provider. Since Verizon is in the database as her long
distance bill from Sprint. She already contacted Verizon and they distance provider, the calls should automatically be billed through

credited the amounts back. She just wants to make sure that Verizon. | spoke to our technician and put in a trouble ticket for this.
Verizon is listed in her profile, She also tells the OPRs for each call The caller does not want a call back.
to use Verizon.

7112_9/05 The caller said that OPR2657 had very choppy voicing. She 11/20/05 Apologized for the poor service. Explalned that it is fine to spell

' couldn't understand what the TTY user was saying because the things out if she wants to. Also explained that reasonable typos can
volcing was so choppy. The OPR also read the typos exactly as be fixed (if OPR is absolutely sure what the word is supposed to

" Jthey were typed, even when the word was obvious. Also, when the be). OPR was coached on proper policy and procedure.
caller was giving names of people and places she spelled them out :
Jso the OPR would have the correct spelling and she was told by the|
(OPR to stop spelling things.
11/29/05 Fhe caller Is constantly receiving harassing calls through -Relay. 11/20/05 |Explained that Relay cannot limit the content of calls or keep

records of calls. Suggested she contact her phone company if she
wants to trace the calls or block the number. .

Re-branded line for VGO.




[i20005 [Calleris constantly receiving prank calls ihrough Relay all hours of

the night. He would like his number blocked from receiving any
more refay calls.

Caller sald trainees have a lot of trouble wilh hier VGO calls ~ ey
weren't responding, not tuming on VCO, and the dial out time was
slow. ‘

12112105

12/08/05 ’Explained that ﬁelay s unable to block calls and suggested he

contact his phone company. |

12/12/05 Fb’ologized 1o caller. 1 rainees coached on proper VCO procedures.

The caller said that her mother was calling her through Relay, The
OPR did not get the entire greeting and asked the caller to repeat it.
The caller sald, "no, just say Anne Marie.” The OPR again asked
her to repeat the greeting. The caller felt that this was very rude.
She did not provide CS with the OPR number.

The caller was placing a local call and the OPR asked her how she
wanted to bill the call: calling card, third party, etc. She explained to
the OPR that this was a local call and she shouldn't need to provide
a billing method.

12/21/05

12/121/05  JApologized to caller for poor service during this call. ‘

PEESSRASS e —— -
12/21/05  JOur technician looked into the matter and could not duplicate the
problem. It was determined that this was probably a technical
problem with the OPR's computer. | called the TTY user back and
explained that there was a technjcal problem that prevented the call|
from being placed without providing a billing option. | apologized for
the inconvenience and told her to call me back if she encounters
this problem again.

12/27/05 For severa! days, caller ID has not worked on certain incoming
relay calls.

Sald | was not aware of any problems w/caller ID but would note the]
issue (12/27); trouble ticket #953053 was filled out (12/28) and

entered (1/3); called and informed customer that technician will *
continue investigating problem (1/4); caller may consult Verizon.

12/28/05 Caller is receiving muiltiple calls through MA Relay, from someone
requesting a TTY user. As there is no TTY user at her number, she

believes the calls are pranks/harassment.

12/28/05 | explained that operators are unable to restrict calls placed through
relay and suggested she contact her phone service provider.

01/09/06 WCaIIer has received over 50 harassing calls through ﬁelay and he
wants the calls to stop.

01/09/06  |Explained that lI7-{elay cannof block calls and suggested he contact
his phone company to see if they can be of assistance to him.

foirioioe Operator trainee 2626F T sent incorrect macro (HUNG UP instead
of ANS MACH); caller wanted opr to be more careful in typing.

01/10/06 IOperator was coached on importance of typing accuracy.

[orrtiioe

fe——— —
Caller said that OPR misspelled a lot of words. She did not know
the OPR number.

 The caller said that she was frying to place a local call and the OPR|
asked for Her long distance provider because the computer was the
showing the call to be a long distance call. She said this happened
about six months ago also but the problem had been fixed.

Caller had a hard time getting through to Relay. Said they had
waited 20 minutes to get an OPR.

Caller said that the wait ime was longerthan 60 seconds for the
call to be answered.

01711106 JApologized to caller for poor speling.

| spoke With our technician and hie said he was aware of the
problem and is expecting it fo be fixed within a couple weeks. | |
called the customer back and left a message on her answering
machine Informing her what our technician said.

01/12/06 JApologized to caller for long wait time, There were many calls on
fhold at that time. '

01/16/06  JApologized fo caller for wait time.

01/17/08 Caller could not get through to Relay using 711,

O1/17/06  [Provided caller with 800 Voice number.

_ T S S - —
01/17/06 QCaller could not get through to Relay using 711.

01/17/08 IProvided caller with 800 TTY number.

foir7io6 |Caller could not get through to Relay using 711.

01/17/6 _ {Provided caller with 600 TTY number.

W01l17106 ICaller coutd not get through fo Relay uslnﬁﬂ. :

01/17/06  fProvided caller with 800 voice number.




¢

&
t

01/17/06 Caller Is unable to get throtigh fo Relay using 711. Wants to know

how fong 744 will be down. Also wants to know if the problem is jus
in MA or is It nationwide.

‘ 01/117/06
i\

[Frovided callerwih 800 TTY number. Explained that e techmioian

is aware of the problem and Is working on it We don't know i its
ust a MA problem or nationwide.

[Caller cannot get through to I-Relay using 711.

01/17/06

Provided caller with 800 TTY number.

OTVTI00

01/17/06 Jlr’mvided both TTY and voice 800 nUmbers.

WCaﬂer cannot get through to Relay using 711.

01/17/06 Nelther the caller nor her friend who uses VCO is able to get
through to Relay using 711. J
rr——————————————————————————
01/17/06 01/17/06 _ [Provided caller with 60D T1Y humber.

[
01/17/06

JCaller cannot get through to Relay using 711.

01/17/06 !Provided caller with 800 TTY number.

Caller is unable to connect to'Relay using 711.

| R 1

01/17/06  {Provided caller with 800 voice number.

[otr17io8

F——— - -
Caller is calling for a VCO user who is unable to connect to Relay
using 711.

01/17/06 IProvided 800 TTY number.

Caller is unable to connect to Eelay using 711.

Caller is unable to connect to Relay using 711. She also wanted to
know how to tell if a call through Relay is from a TTY user or a
voice user. She answers the phone with her voice.and the OPR will
announce the call as Relay and ask for her but she's not sure if the
caller is a voice user or a TTY. She gets calls from both. So she's
not sure whether to turn on the TTY or not.

01/17/06  [Provided 800 TTY number.

Provided caller with 800 TTY number and told her the technicians
are working on the 711 problem. In regards to her question about
whether the caller is a TTY user or volce user, | suggested that if
she is unsure she can always ask the OPR if the calleris a TTY or
voice user, or if the call is for a TTY user. '

'The caller and her friends and family cannot get through to Relay
using 711.

‘01/1 7/06

e ————————————
e caller received a call through Relay threatening her children..
She doesn't know anybody who uses a TTY oris deaf. She
contacted the authorities and they fold her to call Refay.

01/17/06 | Provided both TTY and voice 800 numbers.

01/17/06 _ finformed caller that ﬁelay keeps no records of calls.

Could not reach relay through 711 number.

f01l1 7/06

I01I1 8/06

how to unblock phone number for caller |.D.

e ——————
Could not reach Relay via.711 number yesterday, also, asked abouq 01/18/08 ISald that 771 should be working now; explained how fo diat *82
before calling relay to unblock number.

ettt et ———————— —
01/17/068  JApologized and provided MA Relay Voice/TTY 800 numbers,

j01/18/06

i ——————
ﬂ01l19/06 -fCaller asked why 711 wasn't working.

' JReceived offensive call throtigh relay; asked whether person would
need TTY in order to place the cali, and.whether the call could be
traced, or a transcript obtained. ’

JCouldn't reach relay via 711 number. 01/18/06 Apologized for the inconvenience; said that techniclans are working
on 711 access.
|01IJ 8/06 IEouldn‘t reach relay via711. oin 8106 Apologized for the inconvenience; customer will call back in a few
days if the problem persists. ' .
01/19/06  [informed caller that this problem has been fixed. Asked them what

was happening when they dialed 711. They said they couldn't get anj
OPR. | asked if they got a holding message and they didn't answer.
They just thanked me and hung up.

* {Explained that TTY is needed to place calls through state relay, but
not 1P relay. (Caller did not remember whether operator announced
MA or Internet Relay.) Informed caller that, for reasons of
confidentiality, no records are kept of relay calls.

01/19/06




¥
-

The caller said that she frequently gets garble on her TTY. She just
replaced her TTY about six months ago (she had a garbling
problem with the old TTY as well). She also said that there should
be a holding message for callers who are hold waiting for an
available OPR.

!01/23/06

.01/23/05

e ———————————————————————eeee)
Caller placed a local call and it was bilied as a long distance call.
She already called Sprint and got the charges removed from her
phone bill.

The caller was unhappy with how her call was handled last evening.
The OPR was a trainee, but she dId not get the OPR number. She
feels OPRs should not be allowed fo take calls unless they're fully
trained. She asked that the trainer be informed.

Caller said they could not get through to Relay using 711; they had
to dial the 800 number.

The caller was calling for her grandmother who is a VCO user. Her
grandmother has fried to place a few local calls and was asked by
the OPR for her carrier of choice. The caller was not sure if her
grandmother has incurred any long distance charges for the focal
calls, but she'll check the phaone bills.

01/25/06 Called-on behalf of relative who Is receiving crank calls through

relay; requested call back regarding this issue.

t01125/06 ISald that her caller i.d. did.not transmit to cell phone user.

01123106

01/23/06

Suggested the caller make sure the volume on her radio and TV is

tumed down while she's on a call, She said she does that. Offered
her the number for Ultratec but she didn't want it. Sald that since
she had the garbiing problem with her old TTY and the new one thal
itcould be a problem with her phone jack or the inside or outside
wires. Suggested she contact her local phone company. In regards
to her suggestion about a holding message, | explained that there |
a holding message for callers in queus. | explained that when she
called, if she didn't get a greeting from an OPR and she didn't get
the holding message then she wasn't connected to Relay.

Apologized for the inconvenlence. (According to our technician, this
is a problem that Sprint is aware of and it is supposed to be fixed
within a couple of weeks).

Apologized and told her that her comments would be passed on to
the trainer. .

Informed caller that | would let our technician know about the
problem so he can pass the information along to Verizon.

Apologized to the caller for the inconvenience. Told her if her
grandmother incurred any long distance charges to contact the
provider o get the charges removed from her bill. Informed the
caller that our technician is aware of the problem and is working to
fix it. Suggested next time her grandmother tries to place a local
call and the OPR asks for her COC that she ask to speak to a
Supervisor who can instruct the OPR on how to put the call through
without charging her.

Agent advised her to contact local phone company to report
nuisance calls. 1/25/06 7:30PM Left message on customer's voice
answering machine. Explained that relay cannot restrict calls; again
suggested she contact phone company, or police department, for
assistance.

Verified that profile (customer notes/preferences) show that caller
i.d. will send; explained that sometimes her number may not
transmit to cell phones via relay.

[o1/31706

The caller complained that trainees are not following her billing
instructions. She always requests Verizon and is getting billed for
some calls by Sprint. She does not have any OPR numbers. She
would like trainees to listen to her billing instructions, and she would
like the supervisors of the trainees to speak to them about it.

The caller gave Oﬁathe number to dial and said she wouldlike to
leave a messége if she reached an answering machine. The line
was answered by an answering machine and the OPR typed out the]
answering machine instead of giving callér the "GA" to voice her
message.

The caller said that OPRs have no patience and hang up on-her.

(Operator was impatient when.pacing the:caller’s résponses, and
was rude/abrupt at the end of.the conversation. Caller did not
remember the operator number.

The caller has been receiving prank calls and wanted to know if the
OPR knew who the caller was, -

02/20/06

01/31106 | Apologized to caller. “Tralnees reminded to follow customer
instructions.
T TS b i T ———
01/31/06  JApologized to the caller. OPR was coached on following callers'
finstructions.
———————— —
01/31/06 ~ {Confusion over OPR answer protocol. Caller thinks OPRs are

hanging up on her, but OPRs are following proper answer protocol,

Apologized to the customer; explained that, without an operator
number, [ could not find out who had processed her call, but would
make a note of the issue.

Advised the caller that she could call through Relay to reach that
number and find out who is calling her, or she could call the phone
company for information on blocking that number.




'02/27166

about three days. It's better now, but she's wondering why she was
getting garble.

s——
Caller said they were connected to a number through Relay, and
then Relay stopped responding.

03/02/06

The caller said she had called Verizon and was told that Relay can
dial 411. However, she was told by a TTY user that OPRs cannot
dial 411. So she wants to know if OPRs can dial 411 or not.

The céller said that she was getﬁng garbling on most of her calls foT 02/27/06

| explained ways for the caller to try fo clear the garble. Also, since
ihis problem only occurred for a couple of days and is better now, 1

suggested the possibility that the garble could have been caused b
a bad connection from the phone lines due to high winds. She said
thig only other fime she had a problem with garble was about a

'month ago, and it was really windy then too. She thanked me for th
explanation and said she'll note the weather conditions next ime

Informed the caller that it sounds like it was a technical problem an:
apologized for the inconvenience.

| explained that OPRs can place calls to Directory Assistance. She
asked if the number dialed was 411 and [ explained that OPRs
cannot dial Just three digits and the number dialed is 555-1212. She
said that is unacceptable and discriminating to deaf people and it
needs to be changed. She wants to talk to somebody higher up whoy
can assist her. | referred her to Robert Giuntolt and provided both
his phone number and e-mail address. '

mrem—
03/06/08

Suggested the caller disable Turbo Code. Also provided the
numbers for MEDP and Ultratec in case garbling persists,

Customer states that he-believes that this dgent is continuously
calling his home. He state his children were playing games with the
relay previously and were reprimanded but now this agent is making
calls on his own fo his home to get even. It was explalned how relay]
works but the customer insisted that the complaint be tumed in on
this agent. RCS response: Apologized for the problem and assured
that the complaint would be sent in as stated.

m——
ﬂCaIIer is getting a lot of garbling during calls,
Hoalaome

Issue was discussed with OPR and customer had been educated
on how refay works.

Apologized fo the customer. Explained that sometimes operators

. YT e T ——
!04/04/06 Customer notes specify 45WPM transriission speed, but this 04/04/06
operator and others type too quickly. This is only a problem on are unable to reduce transmission speed to Outbound TTY users.
Volce to TTY calls. Notified supervisor of issue.
!04/1 7/08 Recelved garbled text from relay operators, 04/17/06 Apologized; did troubleshooting for garbling.

Caller sald when she places calis to a TTY user OPRs occasionally
have trouble changing the speed, She also said sometimes recently}
her outbound was receiving the same message typed by the OPR
numerous times, and she thought it might be a computer glitch.
(call taken on the floor by a supervisor)

04/24/06  fSupervisor advised her if it happened again to have the OPR call a
supervisor over to view the problem. She said she was unsure what|
the problem was but that she would note it.

[0a725706  [VCO user lost branding on her e, 4

04/27/0 Caller was charged by MCI for regionaltoll calls, Verizon is caller's

COocC.

04/27/06 IFIxed MCl intralata error in database. Suggested caller contact MCll
to dispute the charges on his bill.

04/25/06 lRe-branded Tine for VCO.

ey -
04/27/06 |  JCustomer stated that-operated disconnected his call after he

provided nurfiber to dial.

04/27/06  |Operator was coached; she apologized, stating that she had not
heard the call arrive at her console. Relayed explanation/apology to

customer during return call.

04/27/06 CS recelved letter and copy of phone bill from customer, who has
; international calling plan-through Verizon but was billed through MCI}

for intemational calf. Customer followed up with CS by phone.
105/01/0&

e ———————————————————————————————
Caller-was billed by-MCI for regional toll. calls. Her COC is Verizon.
She dlready called Verizon and'took caré of the matter with them,
and they suggested shé call us to report the problem.

05/01/06 !Fixed MCl intralata error in database; changed COC back to

04/27/06  JReferred customer to long distance providlers for adjustments.
Customer stated that he would call first Verizon, then (if necessary)

MCI. Customer may also call relay CS agaln for follow up,

Verizon (All Others).




05/03/06 Caller is being billed by MCI; his GOC Is Verizon.

'

05/03/06  JFixed MCl Intralata error in database; changed COC back to
Verizon (All Others). Explained that he needs to contact MCl to
dispute any chargas on his phone il

05/04/06 [Caller described background/environmental garbling problem. =

<

- .. . - — -
Esplained effect of background sound on TTY transmisslon;
referred caller to phone company for issues with phone line.

- 05/04/08

ﬁm/'os

FCustomer stated that operator misdialed a long distance number;
caller wants reimbursement for charges.

05/09/06 {Apologized; suggested that customer contact Venzon to request
refund.

W05/1 0/06 |Caller was billed by MCI; Verizon is her COC.

Suggested she call MCI to dispute the charges. Fixed MCI intralata
eror in database; changed COC back to All Others.

05/12/06 | Referred caller to MOI to dispute the charges.

05/16/06  JTold the caller | would speak to management and have them look
into the issue and | would call him back with an answer. Center
manager spoke to Verizon about this issue and was told Verizon

will contact the customer to resolve this.

Verizon.

05/12/06 Caller was billed by MCI instead of Verizon and wanted a oredit o

his bill.
e ——————————————————————eceveeaeeranmsa)

fosrtero6 Caller was billed by MCI for regional toli calls; his COC is Verizon.
He spoke to both MCI and Verizon (after being referred to them by
us) and they both said they will not take the charges off his blll.
They both told him fo contact us for a refund.

{o5r16/06 Caller was billed by MCI for LD and regional calls; her COC is

Explained to her that she would have to call MCI to dispute the
charges. Checked the database and verified that Verizon is listed
as her LD COC and All Others is listed as her regional COC.

Caller was billed by MCI; Verizon Is COC.

[

her COC. The last call billed by MCI was on April 19 (from her
current phone bili).

losiz2i06

calls last month. Verizon is her COC.

Caller was billed by MCI; Verizon is her COC. (calls were in March

and Aprif)
T r———————————
[o5rsr06 Calling on behalf of a client who was billed by MG1 when Verizon is

Caller was billed by MCI for a couple calls this month and a couple

Referred caller to MCI to dispute charges. Fixed MCliintralata ervor |
in database; changed COC back to All Others.

05/19/06  JReterred caller to MCI to dispute the charges. Suggested she
contact Verizon if MCI won't remove the charges. Checked the
database and verified that the intralata COC was All Others. MCI

intralata error had been fixed on 5/9/06.

05/19/06 [Referred caller to MCI to dispute the charges. Checked profile in

database and All Others is listed as COC. MCl intralata errorwas

05/22/06

Referred caller to MCI to dispute the charges. Checked caller's
profile and the COC in the database and Verizon/All Others is listed

Caller was billed by MCI; Comcast is her COG (caller has ho
profile).

PE—————— L--—-————-——_——
05/30/06 [Checked caller’s profile; MCI intralata error was fixed and COC

changed back to All Others on §/1/06.

Checked caller's profile; MCI database error was fixed and the
COGC was changed back to All Others on 4/27/06.

05/30/06

|05/30/06 '!callerwas b'iTJédxljy MCI; 'Ven'zon is her COC. She.alfeady called
Verizon and had the charges {aken care of. She was told by
Verizon to call us and let us know about the problem.

J05730/06 JCaller was billed by MCI for calls In Apri and May; Verizon is her
COC. She already called Verizon and had the charges taken care
of, She wanted to verify that Verizon was fisted in her profile as her
COC.

RS Caller was biliod by MCI: Verizon Is her COC.

called Verizon and they removed the charges for her. She wants fo
Jmake sure her profile fists Verizon as her COC.

' 05/30/06 IFixed MCl intralata database emor; changed COC back to All
Others. Referred caller to MC to dispute the charges.

——
05/30/06

Ei\ecked caller's profile; MC| intralata database error was fixed on
5/9/06. All Others is in the database as the COC. :

[o5730106

Referred caller to MCI to dispute the charges. Checked callers
profile; MCI intralata database error was fixed on 5/9/06 All Others
is listed as the COC.

~{Catler was billed by MCI; Verizon 1s fier COC.
[0570106 | The caller was biled by SpANT, VerizomTs fis COOC.

Checked 7wlle|‘s profile; All Others is listed as COC. Refeired caller]
to Sprint to dispute the charges.

05/30/06




..

WS

Faner is being billed by MCT; his COG 1S Verizon.

05/03/06  |Fixed MCI Intraiata error in database; changed COG back to
Verizon (ANl Others), Explained thet he neads o contact MCI to

dispute any charges on his phone bill.

T

Caller described background/environmental garbling problem.

e —————————
Explained e‘n’ect of background sound on TTY transmission;
referred caller to phone company for issues with phone line.

Q5/04/06

05/09/06

1

Customer stated that operalor misdialed a long distance number;
caller wants reimbursement for charges.

05/09/06  |Apologized; suggested thaf cusfomer contact Verizon to request

05/10/06 Caller was billed by MCI; Verizon is her COC.

I

— e
05/12/06 Galler was billed by MCI instead of Verizon and wanted a credit to

his bill.

1

refund.

05/10/06  §Suggested she call MCI to dispule the charges. Fixed MC intralata
error in database; changed COC back to All Others.

05/12/06 JRefemred caller to MCI to dispute the charges.

| Told the caller | would speak to management-and have them look
into the issue and 1 would call him back with an answer. Center
manager spoke to Verizon about this issue and was told Verizon
will contact the customer to resolve this.

05/16/06 |Exp|ained to her that she would have to call MCI to dispute the

charges. Checked the database and verified that Verizon is listed
as her LD COC and All Others is listed as her regional COGC.

05/16/06 Caller was billed by MCH for regional toll calls; his COC is Verizon.
He spoke to both MCI and Verizon (after being referred to them by
us) and they both said they will not take the charges off his bill.
 They both told him to contact us for a refund.

05/16/06 Catler was billed by MCI'for LD and reglonal calls; her COCis
Verizon.

05/17/06 Caller was billed by MCI; Verizonis COC.
m

{05716106 Caller was billel by MCI; Vérizon is her COC. (calls were in March

and April)

by MCI when Verizon is
her COC. The fast calf billed by MCI was on April 19 (from her
current phone bili).

- et t——————————————
Caller was billed by MCI for a couple calls this month and a couple
calls last month. Verizon is her COC.

!05/22’06

A —— T O S R
05/30/06 ‘fCaller was billed by MCI; Comcast is her COG (caller has no

cager was billed by MC,[, Venzonus her COC. She already called
Verizon andhdd the! :charges taken care of, She was® told by
Verizon to call us and let us know about the problem.

Caller.was billed by MCI,for calls.in April and May; Verizon is her
Jcoc. she alrezidy called Verizonyand had the charges taken care
of. She wanted to verify that Verizon was fisted in her profite as her
COC.

05/17/06  JReferved caller to MCI to dispute charges. Fixed MG intralata emor

in database; changed COC back to Alf Others.

Referred caller to MC! to dispute the charges. Suggested she
contact Verizon if MCI won't remove the charges. Checked the
database and verified that the intralata COC was All Others. MCI
Intralata error had been fixed on 5/9/06.

Referred caller to MCI to dispute the charges. Checked profile in
database and All Others is listed as COC. MC! intralata error was

Referred caller to MCI to dispute the charges. Checked caller's
profile and the COG in the database and Verizon/All Olhers is listed

05/30/06  |Checked caller's profile; MCI intralata error was fixed and COC

changed back to All Others on 5/1/06.

B T Ty ——— M
05/30/08  JChecked caller’s profile; MCI database error was fixed and the

COC was changed back to All Others on 4/27/08.

Caller was billed by MCI; Venizon is her COC.

Ty CalIEI' is:beingbilled by MCI,

v

; Verizomris her COC. She already
called, Verizon andzlhay removed the charges for her. She wants to
make stre her protile lists Verizon as her GOC.

Fixed MCl intralata database ervor; changed COC back to All
Others. Referred caller to MCI to dispute the charges.

Checked caller's profile; MCl intralata database eror was fixed on
5/9/06. All Others is in the database as the COC.

dcaller was billed'by MCI; Verizon is her COC.

Referred caller to MCI to dispute the charges. Checked callers
profile; MCl intralata database error was fixed on 5/9/06. All Others
s listed as the COC.

“[The caller was billed by Sprint;.Veizon is his COC.

Checked caller's profile; All Others is listed as COC. Referred call
(o Sprint to dispute the charges.




— — " o . N
0503108 RCaller is being billed by MCK: his COC is Verizon, ‘ 05103108 \Fixed MG intralata ervor in delehase), dhanged GOG barkio
’ Verizon (All Others). Explained that he needs to contact MCI to
dispute any charges on his phone bill.
. ———————— e
05/04/06 [Caller described background/environmental garbling problem, 05/04/06  Explained effect of background sound on TTY transmission;
referred caller to phone company for issues with phone line.
105/09/06 FCuslomer stated that operalor misdialed a long distance number; 05/09/06  [Apologized; suggested that customer contact Verizon to request
caller wants reimbursement for charges. refund.
[05/10/06 WCaller was billed by MCI; Verizon is her COC. 05/10/06  JSuggested she call MCI to dispute the charges. Fixed MCI Intralata |
ervor in database; changed COC back to Al Others,
[o5/12/06 ICaller was billed by MCI instead of Verizon and wanted a credit to 05/12/06 JReferred caller to MCI to dispute the charges.
his bill.
l05116106 Caller was bilied by MCI for regionat toli calls; his COC is Verizon. 05/16/06  [Told the caller | would speak to management and have them look
He spoke to both MC! and Verizon (after being referred to them by into the issue and | would call him back with an answer. Center
us) and they both said they will not take the charges off his bill. manager spoke to Verizon about this issue and was told Verizon
They both told him to contact us for a refund. will contact the customer to resolve this.
Caller was billed by MCI for LD and reglonal calls; her COG is 05/16/06  JExplained to her that she would have to call MCI to dispute the
Verizon, charges. Checked the database and verified that Verizon is listed
as her LD COC and All Others is listed as her regional COC.
[05A77G8 — [Caller was billed by MOT, Verzon s COC 05117106 [Referred caller to MCI to dispute charges, FIxed MG nralaia eiror
in database; changed COC back to All Others.
05/19/06 Caller was billad by MCY; Vierizon is her COC. (calls were in March 05/19/06  JReferred caller to MCl o dispute the charges. Suggested she
and April) ' contact Veerizon if MCI won't remove the charges. Checked the
database and verified that the intralata COC was All Others. MCl
intralata emor had been fixed on 5/9/06.
05/19/06 Callingon behalf of a cllent who was billed’by MCI when Verizon is | 05/19/06 [Referred caller 1o MG 10 dispute the charges. Checked profile in
her COC. The last call billed by MCI was on April 19 (from her database and All Others is listed as COC. MCI intralata ervor was
current phone blll). fixed on 4/21/06.
05/22/06 Caller was billed by MCI for a couple calls this month and a couple 05/22/06  Referred caller to MCI to dispute the charges. Checked caller's
calls last month, Verizon is her COC. profile and the COC in the database and Verizon/All Others is listed
as her COC. !
05/30/06 Caller was billed by MCI; Comecast is her COC (caller has no 05/30/06  [Referred caller to MCI to dispute the charges.
profile).
05/30/06: Caller was billed by MGI{ Verizonjis her COC. She already called 05/30/08  [Checked caller’s profile; MCI intralata error was fixed and GOG
Verizon arid had the charges taken care of. She was told by changed back ta All Others on 5/1/06.
Verizon to call us and let us know about the problem.
. . T < e [ ————— M
05/30/08 ‘ gauerwa,s,"biﬂgg_by MClor calls in April antl May; Veizon Is her 05/30/06  JChecked caller's profile; MCi database emor was fixad and the
‘JCOC. She already called Verizon and hadiﬁ‘e charges taken care COC was changed back to All Others on 4/27/06.
.Jof. She Wanted to vérify-that Verizon was listed in her profile as her
pOC.
05/30/06.-~ * -JCaller was billed by MCI; Verizon i$ her GOG. 05/30/06 Ileed MCl intralata database ervor; changed COC back to All ‘
. Others. Referred caller to MCI to dispute the charges.
06/30/06~ ~ ¥ JCaller lsx_beingib;llgd by!NICL; Verizon is her:COC. She already 05/30/06  JChetked caller’s profile; MCl intralata database eror was fixed on
* Joalled Verizon and they removed the charges for her. She wants to 5/9106. All Others is in the database as the COC.
make’sure her profile lists Verizon as her COC,
05/30/06. - fCaller was billed by MCI; Verizon Is her COG. 05/30/06  JReferred caller to MCI to dispute the charges. Checked caller's
. ' profile; MCl intralata database error was fixed on 5/9/06. All Others
s listed as the COC.
JO5130/067 " .- IThe'calier wastbllied by Sprint;iVerzon Ishis COC. 05/30/06  JChécked caller's profile; All Others is listed as COC. Refermed caller]
' to Sprint to dispute the charges. '




Complaint Tracking for MA (06/01/2006-05/31/2007). Total Customer Contacts: 53

R

4 Mm.@ of Complaint}

Nature of Complaint

Date of Resolution

™ _ — -1
i Explanation of Resolution - \

Caller's husband is being billed by Sprint for regional toll and
long distance calls. Verizon is his long distance carrier. This
has happened for quite a while now. She said she's called

Apologized for the inconvenience and asked her to fax last
Jmonth’s bill again along with this month's bill. Checked her -
profile; All Others was listed for both intralata and interlata.

05/15/07 Customer Service about this a few times and has faxed her - 05/15/07 Changed interlata carrier to Verizon.
uJo:m bill fo us for qm_BcEwmm:m&. She is still waiting for Called customer, who faxed over her bill for credit from
X reimbursement for last month's bill. .
, Sprint.
—w Caller said operator couldn't understand him. He also said Trainer talked to operator and operator agreed fo mors
T. o04r0/07 this operator never understands him and we should "send 04/20/07 . P P greec i ,
e . . W training. Operator wants to do the best possible job.
- operator back to STS training.
Operator did not include "GA" after typing voice user's Coached operator to mm:a.ﬁsm GA again, in nmmm it @mﬁm
. . garbled or was not transmitted. Called customer and’léft a
04/16/07 response, so VCO user did not know that it was her turn to 04/16/07 . - .
speak. ~ message on answering machine, Emax_:m her for letting us
) know and that the operator was coached.
Caller gave operator instructions to ask for a specific _um:v.\ <
and if the party was not available, to say "Thank you,
. goodbye," and disconnect the outbound line. When , :
someone answered the call, the operator did not provide Apologized for the inconvenience. Operator followed al
04/15/07 gender. The operator did ask for the person, but then typed 04/15/07 instructions. Coached operator to call supérvisor when

that he was not there and gave the caller the "GA" instead of
disconnecting the outbound, and continued to relay back
and forth several times although the customer continued fo
say goodbye.

4.
confused.




The caller dialed into relay and got a recording saying,

Apologized to caller for the wait and explained that at times

04/13/07 "Please hold for next available operator.” She had to wait 04/13/07 of extremely high call volume, there might be short wait
about a minute before she was connected fo an operator. ‘ times.
. . Talked with customer and apologized for inconvenience.
04/12/07 O.:mﬁoamm stated she is a Verizon customer who has been 04/12/07 Customer will fax over phone bill and all incorrect charges
billed for in-state relay calis. . -
will be credited.
. . JApologized to customer and asked that she fax her bill over;
Customer was charged for long distance calls incorrectly. . . .
04/12/07 . . . 04/12/07 all incorrect charges will be credited. Checked her database
She had Verizon as her long distance carrier.
for accuracy.
Caller had Verizon for long distance and regional toll calls, Apologized, and checked that her profile was o,o:mo.ﬂ..
04/10/07 but was still being charged by Sprint for calls placed through 04/10/07 Customer will forward phone bill for Sprint to mnw_« creditto
\ relay. Called wanted to make sure profile was correct. the account.
L Customer Service made several test calls to that :mw:bmﬁ 1
‘ and received TTY tones each time. Reported the Eoc_ma to
) . MARCS; the call, after fransferring, was then received at
Voice customer was unable to contact MA RCS at (800) 720 mnza RCS (MO) Force. Entered a trouble ticket and
- 03/08/07 03/19/07

3479; stated that voice number answers by TTY.

complaint assigning to MA Program Manager T.T. m&omwwm.
No contact requested. Then couldn't duplicate the problem;
the number answers by voice now. Customer didn't leave
information to make further tests.

Sy VA,<«M.,..JJ (d:&h&aﬂ.\.tvﬂwﬁ,.

S .- R R TN ‘..u,




Customer stated he called his job at Petsmart. A recording
Jcame on, at which time the agent typed (hold for a live rep

Apologized for inconvenience and indicated this would be
forwarded to appropriate supervisor. Operator apologized for

Wanted a call-back regarding this matter.

03/12/07 Q). Before the customer could respond the agent typed (no 03/12/07 .
response sksk) and disconnected the call. Customer stated Mﬂwmﬂwmmwm_ _,,_R wzm M:MMM_M Hwﬂw QM_MR procedure. He was
he used IP and the response time was decent. : gs.
T T e T T T T e T S T o T O T DT
statement to Century Tel for credit on the calls in question.
Customer service offered a call-back to the caller (which she
The caller said that even though her local and long distance accepted) and advised her to make note of operator
carrier was Century Tel, she was charged over $19.00 numbers on calls to her husband for the next few days.
03/01/07 . ' ’ 03/01/07
through Sprint for several calls to her husband throughout .
January that should be considered local calls Relay Program Manager sent an e-mail today to the last call
) center contact on this complaint to confirm the status of the
resolution.
== 1] i~ 'm- L I\- . L 'y o1 3 7 H L -l
Person stated while on a call to his deaf father using IP >_uo_omm.N ed for his m:ooz,\.m:mm_.._o..m and assured him that E.m
relay, in the process of relaying, the operator stated, "Oh complaint would be filed immediately . Follow-up by e-mail.
L« 02/19/07 Mﬂ___...n_séwmdwm_ﬁ: mMM M_Mm_mm_mmwwhmm%“awwﬂﬂmz. who is 02/19/07 Operator was told that rudeness to customer would not.be
. noB_r::momﬁm_w\Em: his deaf father. Wants a personal tolerated, and procedures were discussed. Team Leader will
avoloay from the operator via m-Bm._m_ P monitor operator to be sure calls are handled correctly.
pology P ) Apologized to cusiomer by e-mail.
B . . Left a message on voice answering machine, mv.o._ommmm:@ for
02/19/07 Customer stated to use Verizon, but was billed through MCI. 02/19/07 the error, and that Customer Service has corrected her

database to reflect Verizon; left phone num

mmio,o.@__.vmo_m. 1




T TY user called to complain that the agent did not dial out

Apologized for the inconvenience. No follow-up requested.

the way operators handled his calls.

02/16/07 ﬁ,_._m number given, and gave no response. After two minutes, 02/16/07 Coached operator on the procedure of dialing and to keep
the caller hung up. the customer informed on the call progress.
TTY user was disconnected from relay while trying to Apologized for the inconvenience, and _:waozzma supervisor.
02/16/07 . . . 02/16/07 Team Leader went over the procedure with operator to
refrieve voice majl messages.
ensure better results.
Customer experienced long wait times to connect to relay,
up to 15 minutes before answered by a relay operator. the
02/11/07 customer had not experienced this in the past and was 02/11/07 Customer did not request call back.
vwondering why there were such long hold times before the
call was being answered.
Caller said that after she gave the operator the number to -
dial, the operator typed, "If ans mach do you want to leave a Coached operator to follow customer's instructions. Team
) 3 msg." The operator typed that three times and she told the 01/29/07 L.eader went over procedure of VCO to Voice and Voice
01/29/07 operator to just dial. Then she got upset because someone Answering Machine. Apologized to customer for the
was waiting on her call back and she hung up and placed inconvenience.
her call through another operator. !
, .< . P . e ,,..4 e R
Customer was billed by MCI and Sprint for regional toll calls Ww__u__m“:ﬂwdamwo M%ﬂﬁmmMwmmeNWMMNMMmwhmwﬁw_ﬂ_,%w_ﬁw%a :
01/29/07 for three months. Verizon is his carrier. He was upset with 01/29/07 9&€ y ; .

Verizon credited back the charges for the last 3 30;:5%
Apologized and said to call back if any further issues.’




hat hiscails don'tatways comeinto
relay on VCO. Customer is branded and notes indicate VCO

Calledand talked to customer's wife. Explained how
branded VCO works and said that if he does not see a GA,

01/24/07 user. However, the branded greeting does not show up, 01/24/07 he should call and we will write up a trouble ticket. Made a
which adds to the confusion. He said he doesn't know when few test calls with success. Wife was satisfied and will talk
to begin speaking. “Jwith husband.

In calling the VCO toll-free number, the VCO operator )
reached a TTY. Instead of informing caller and awaiting Agent accidentally selected TTY-to-TTY on alternate call

01/23/07 instructions, operator sent good-bye macro to VCO user. (It 01/23/07 type window and call was released. Coached to inform

is not clear whether operator then disconnected, or VCO customer before connecting any alternate call types.
User hung up upon seeing that operator had signed off.)
- . . . Coached operator about the correct disconnect procedures

01/23/07 After _:;_m_. greeting, operator a.a not respond to inbound 01/23/07 and that any operator disconnecting calls can be put on
TTY caller; TTY user then got disconnected from relay. . . . )

levels up to and including termination of employment.
Customer placed 19 calls through MA Relay and was billed Talked with Customer and customer stated Verizén has
by Sprint. Her profile shows Intra-lata as all others and inter- 01/17/07 credited the account for error in charging. The account is

01/17/07 _mﬁm. as Verizon. She wanted her phone bill credited for the o clearly marked in database as Verizon for the long.and toll

charges. distance provider. Apologized for the inconvenience.
e - —— - T ——
Customer's friend in Rl was unable to get through using MA
) Relay. Also, every time the friend calls, relay tells her she . _ . i . .
01/11/07 has a blocked number when she does not. Caller ID did not 01/11/07 JTT was issued and resolved with correct profile input.
work.
L
Customer wanted to know why caller ID was not ransmitted .
01/11/07 to the person. She did not pick up TTY call because no ID 01/11/07 TT was issued and resolved with correct profile input.

showed.




Operator did not send dialing macro. Customer asked
operator to hang up and the operator did. Customer

Could not identify the right operator working on the day of

01/01/07 rEosa ed agent ID number 2535F, who was not working at 01/01/07 ooSv_m._:ﬁ and was unable to coach. Apologized to customer
. . . for the inconvenience.
the time of the incident, nor is the @m:amq correct.
This complaint was sent Dec. 27 and was not entered in
database, which was our error. However, her profile is
correct. This is a technical issue. Contacted the customer
Customer was irate about being billed by Sprint for several . and she stated that the problem occurred in October 20086,
12/27/06 months, though carrier is Verizon. Customer has called 12/27/06 but she has not had nay charges from Sprint on her bill sincel
many times about this matter, and is very frustrated. then.
Since the customer has been contacted with the changes
made on the bill, it is now completed and closed.
MM_M_”MM wow”,mmﬁmwc,w%wwu_ﬁ:wqw_w_mwa M__wq.\@: by e- 11/28/06 Changed carrier in database to Verizon. Tried to follow up
11/28/06 . - P < ) q b by via e-mail but e-mail came back as undeliverable.
mail regarding this.
Caller said operator did not ask for carrier of choice on a
P long distance call. A supervisor was contacted, but caller 11/25/06 [Coached operator. on long distance call processing-
11/25/06 was worried about being charged. She said she would call procedure; operator will be monitored closely.
joanne on Monday to further check on this issue. ‘
i B - e
) Caller stated that the operator was very rude to her; she : . R P
10/30/06 stated that this same operator has handled previous calls for 10/30/06 Apologized to callér and assured her that a supervisor wduld

her and was rude then as well.

speak to the operator. The operator was coached.




tom__mq has had a very hard time getting through to operators

10/20/06 for the past couple of days. Every time she called, there has 10/20/06 Apologized for the inconvenience.
been a long wait to get an operator.
2/06 Customer asked why she sometimes mmom?mm garbled 10/12/06 Offered troubleshooting/explanations for garbling (e.g.,
,\_ 0r1 messages during calls. equipment/connection problems, background noise).
Caller wanted to know what carrier was listed in his profile Verified that Verizon is listed as the carrier in profile. Asked
. . . . caller to fax the phone bills, which he did. Center Manager
09/22/06 wzmoohnwm/wﬂww MM Wmmmm mmﬁﬂm billed by Sprint for three 09/22/06 contacted Verizon about the charges; Verizon took the
) ) charges off the bill.
When the caller tries to call his son in NY using relay, the ] . X
operator has to dial three times before the call goes through. M,mﬂ_mmorc:r__mﬂmﬁ_&om”mmmmﬂmhdmm u%ﬂ_qu”:wum ﬂwmmmmmﬁo-ﬁw:mmm”
This has happened for the past five weeks. He uses a om__m:@f , ’ P geting g " i ’
09/21/06 card to call his son, and calls other TTY users with no 09/21/06 He suggested that the caller get in touch with the company
A problem. Verizon ﬁ.o_ d him it was a relay problem, not a he has his calling card through, since the problem might be
phone company issue. with the card,
. Explained that operators must dial the number they're given,
even if they're told to dial it numerous times. Suggested-she
The caller has been received numerous calls from relay, but mm: _”_mﬂ phone company and ask if 5.m< can puta U_oaw_es.
there is no TTY user at her number. She always tells the her line, and that she contact her police department and fils
09/15/06 operator there is no TTY user at that number, and has asked 09/15/06 @ harassment complaint against the caller. She-said she had

the operators to stop calling, but she still receives calls. She
wants the calls to stop.

spoken to Joanne a while ago and she wanted a call back
from her. Joanne called back and spoke to the callér's . -
husband. They were both upset with relay palicy. I,m_,m\m_wma:
for, and was provided, the phone numbers for the FCE-alid-
zenter manager. S

B
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— -BCaller sai ha- 4t . sira - . : - e i . . - . B . -
__o.q said she loves the a._m< service, but often receives Opened trouble ticket with technician. Also, suggested that
garbling when first connecting to operator, and sometimes . .
08/28/06 . . 08/28/06 she request (on connecting to relay) that operators disable
during calis as well. She has already had her phone line .
turbocode to clear/prevent garbling.
tested for problems. .
Caller said lately it's taking much longer to dial calls. She
sees the dialing macro come across her screen and then it Apologized for the inconvenience and said a technican
takes longerthan normal before she sees the ringing 07/27/06 would be contacted. She did not require a call back. Spoke
07/27/06 macro. She was told a while ago that MA Relay calls are to our technician and told him operators have been noticing
being routed through NY and she was wondering if that had this problem as well. He is looking into the problem.
sOmething to do with the delays.
| -
ASL interpreter received two voice-mail messages through Customer did not request a call back, but she may call
07/25/06 relay; TTY users left e-mail addresses, but operators did not 07/25/06 customer services again to provide operator numbers, that
sPeak them clearly or spell out the letters/numbers. they may be coached.
Did troubleshooting and made suggestions to clear mma_m“
1. 07/25/06 TTY user received garbled messages on her calls. ow\mm\om caller will follow m:m@mmao:m. and monitor future calls for
. . garbling issues. ‘
Sprint Relay customer service agent om__mm on behalf of _<._>, .
07/25/06 Relay user (re: equipment referral and garbling trouble). 07/25/06 Provided MEDP number.
| - . — o ——
- Customer was disconnected while holding for operator Informed caller that information would be forwarded to
07/25/06 07/25/06 .
changeover. technician.




Caller has received an extraordinary number of calls through
MA Relay. Most of the calls start at 10 PM and continue

between1:00 and 3:30 PM. He's contacted the police

through the night. This past Sunday; he received 31 calls

Joanne, Center Manager, called him back. He was very
upset that nothing could be done by relay to stop the calls.
He wanted a full explanation of what refay is and how it
works. He wanted to know if contacting the FCC and

garbled messages from customer service agent.

07/19/06 department and filed a complaint with them, and they've put 07/19/06 legislators would help. He asked many questions about the
a trace on his phone line. He wanted us to stop placing calls service, CSD and Spri-nt. Joanne answered all of his
to his house or he said he'd sue MA Relay. He wants a call questions and sent him an email with the requested info
back from our center manager. about the FCC and CSD.
07/18/06 Vonage customer was unable to connect to relay via 711. 07/18/06 Provided MA Relay voice 800 number.
Caller has received harassing phone calls from TTY user ._.=mua to explain that relay cannot prevent TTY user from
07/18/06 . . . . . 07/18/06 calling her and suggested that she contact phone company
during the night; she said she will sue the relay service. "
or police department, but caller hung up.
The caller received harassing calls from someone claiming Explained that relay is unable to block relay calls to her
to be one of her students. She wanted to know who it is and 07/10/06 house. Told her if she would like to trace the calls, she would
, 07/10/06 how to stop them. She is unsure if the calls are MA Relay “|have to contact her phone company. She said she would call
calls or Internet relay calls. and report the calls to the police as harassment.
1) Caller was billed by MCI for regional toll calls. 2) Caller 1) Checked profile; MCI _:”._.m_mﬁm database error fixed 5/9/06.
07/05/06 . . 07/05/06 Referred caller to MCI to dispute charges. 2) Updated profile.
wanted to change long distance carrier in profile. i . . . R
- = S - R with new long distance carrier. |
i .
. 06/28/06 Customer could not reach relay operator via 711. 06/28/06 Provided voice 800 number in case problem recurs.
. 4 ‘ .
06/28/06 Customer could not reach relay operator via 711; received 06/28/06 Could not clear garbling; referred problem to technician.




) - Wm__mq.m carrier is Verizon, but he has been billed through 06/28/06 Verified that customer's profile shows correct carrier; also
06/28/06 MC]. added carrier information to Customer Notes.
Verified that Customer Notes show VCO, and that VCO user
When VCO user called via 711, it sometimes took a while for Is the only relay n."m__m_. :oB.. that number; q.mcﬂmzama.::aamﬂ .
06/28/06 \VCO connection 06/28/06 for VCO connection. Explained that branding should take
) effect within three days and provided TTY 800 number for
use in the meantime.
. Gl o iled by o' Voron s st s st | g [onecid Sobese Mol e arorwas f o 5900
. 06/23/06  Mhird month that he has been billed by MCL. N g .
" to dispute the charges.
{J —
; The caller tried to place an international call to Singapore Checked the database; there is no block en this number for
through relay, and when the operator dialed the number, a any calls. Asked the caller if he tried to place the eall again
06/23/06 recording said international calls were not allowed from that 06/23/06 since contacting Verizon, and he said no. Stiggested that he
number. He called Verizon to inquire about this and they 5\ the call again, and if he gets the recording again to call us]
|said there is no block on his line and told him to call relay. back to have a technician look into this problem. -
"|RéFerred caller to MCl to dispute the charges$. Checked
06/02/06 Caller was billed by MCI; Verizon is her carrier. 06/02/06 caller's profile in database; MCl intralata Qmﬂmcmmm efror was
L . iixed m:a changed:back to All Others on m,\m\om
Py’ - - i <Y
06/01/06  |Was charged by MCI (rather than Verizon) for toll calls. 06/01/06 wﬂmm__.mmsmm corrected on 5/3/06, and now shows Verizon/All
, uah \. it - —
e 2 . i
I R R R R R R R T




Bell:Atlantic — Request.for Bnqpo,sral$:‘ M‘a;ssachQ§ths;E.‘)tuapI«,Party Relay.Service

1.0 GENERAL 'INFORMA'I]ION
R v -4
1.1 Purpose and Scope

Pursuant to Massachusetts General Law (‘M.G L") Chapter 186 §15E, Bell

Atlantic of Massachusetts ("BA-MA"), as administrator (hereafter “Administrator”), is
responsible for the issuance of a Request for Proposal (“RFP") to provide a Dual Party
Relay Service ("DPRS"). The RFP is subject to review and approval by the
Massachusetts Department of Telecommunications and Energy (‘DTE").

This RFP is issued to enable the Administrator to contract for the provision of a
DPRS, a full-service, confidential, statewide, 24-hours-per-day, 7-days-per-week,
dual-party telephone relay service that:

(a) is economically feasible;

(b) meets the needs of individuals who are hearing, deaf, hard of hearing,
deaf/blind, and/or who have a disability that affects speech or clarity of
speech and their respective communities as required by M.G.L.
Chapter 166 § 15E; and,

- {e) satisfies or exceeds the minimum specifications contained herein as

well as any statute, regulation or standard of the Commonwealth
of Massachusetts or the United States.

The term is four (4) years, commencing on May 1,1999.

This RFP contains the instructions governing the proposal to be submitted and
the material to be included therein, including mandatory administrative and operational
réquirements that the Bidder must meet to be eligible for consideration, and specific
instructions for proposal submission.

The performance specifications on the following pages should be considered as
minimum requirements with no intent to constrain bidder creativity in formulating a
responsive proposal. The goal is a cost-beneficial relay service that will make available
functionally equivalent access to all phases of telephone service to all subscribers in the
Commonwealth of Massachusetts who are deaf, hard of hearing, deaf-blind and/or have
disabilities affecting speech, or clarity of speech.

1.2 Authority
1.2.1 General Authority
M.G.L: Chapter 166 § 15E states:

(c)  "Each common carrier shall provide a dual party TDD/TTY telephone
messagexreldyisérvice from a center located within the commonwealth.
Employees of '$aid centershall bé residents of the commonwealth and
preference in employmentat saidscenterishall be given to disabled persons as
défined by this section.
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15E.

(d)  "The Department of Telecommunication and Energy shall review each
such service to see that it conforms with the provisions herein. Said department
shall promulgate rules and regulations necessary to carry out the provisions of
this section; provided, however, that prior to such implementation of such
services pursuant to sections (p) and (¢) said common cartier shall issue a
Request for Proposal subject to Department of Telecommunication and Energy
review and approval seeking competitive bids from qualified vendors to provide
the aforementioned services. Said common carrier shall be permitted to submit a
competitive bid to provide the aforementioned services. Further provided,
however, that beginning on January 2,1991, the vendor selected to provide such
services shall reimburse the Commonwealth for the costs incurred by the existing
provider of said service, subject to DTE review and approval, prior to full
implementation of this Act. In any rate proceeding conducted pursuant to
chapter 159 of the General Laws in which said carrier seeks to reflect the costs
for such services in rates, said carrier shall submit to the department such
information about said request for proposals so that the Department may
determine that said carrier is providing such services at a cost to said carrier that
reflects the least cost to its rate payers with due regard for standards of reliability
and quality that are consistent with the public interest.”

1.2.2 Common Carrier Bid

The Common Carrier is permitted to bid on the RFP as per M.G.L. Chapter 166 §

1.2.3 Common Carrier Personnel

The selection and award procesé of the RFP will be performed and determined

by the Children’s Hospital (hereafter “Consultant”), an independent consultant, with the
assistance of representatives of the deaf, hard of hearing, and deaf/blind communities
as well as relay service users — or potential users — who have disabilities affecting
speech, or clarity of speech, and with access to information from the Common Carrier
on technical and legal requirements (See Section 4.0, Evaluation Criteria).

1.2.4 Issuing Office

This RFP is developed by the Consultant for DTE and BA-MA, as the Common

Carrier, for the administration of the RFP. The Consultant is the sole point of contact
concerning this RFP and all communications about the RFP must be presented in
writing, clearly marked "RFP / DPRS / MA98" and submitted to:

Children’s Hospital
c/o MATP Center
1295 Boylston St., Suite 310
Boston, MA 02215




